


North Dakota Information Technology Department Balanced Scorecard Strategy Map
Fi

na
nc

ia
l

C
us

to
m

er
Le

ar
ni

ng
 

&
 G

ro
w

th
In

te
rn

al
 P

ro
ce

ss
es

L2
Maintain High 

Employee 
Satisfaction

L3
Support Employee 

Growth & 
Development

L1
Attract & Hire 

Quality People

I2
Deliver Reliable 

& Available 
Services

F1
Make Cost 
Effective 

Investments

F3
Align Rates

 With Customer 
Business Needs

F4
Manage Statewide 

Technology 
Spending

C3
Provide a Positive 

Customer 
Experience

C2
Provide an “Easy 
to do Business 

With” Environment

C5
Provide IT 

Services as 
Needed

I7
Plan for 

Technology 
ChangeI6

Continuous 
Sharing & 

Understanding of 
Business Needs

I8
Facilitate EA/

Planning

I9
Deploy 

Enterprise 
Solutions

I5
Capture & Follow-
up on Customer 

Feedback

I4
Deliver Projects 
On Time/Spec/

Budget

C6
Provide Value in 

IT Planning

Operational Excellence Customer Service Business Alignment Leadership/Innovation

F2
Manage Revenue

I3
Deliver Solutions 

on Schedule

I1
Standardize 
Processes & 
Approaches

C1
Meet Customer 
Service Delivery 

Expectations
C4

Build & Maintain 
Strong 

Relationships

L4
Retain Talented 

Employees


